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reply to repeated queries in Outlook
with KB Articles

Personal Knowledgebase

for Outlook and SharePoint

Welcome

Use KB articles stored on your Microsoft SharePoint lists to reply to support emails in Outlook seamlessly

This is an elaborate help documentation that will guide you how to use Personal Knowledgebase for Outlook and
SharePoint. For a quick overview, refer to our video demonstration available on the product website.
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1. Why do you need a knowledgebase?

You frequently find yourself solving the same issue over and over. Your end-users send you emails on similar issues
repeatedly. You wish you could share your knowledge with team members so that everyone has the same understanding and
are communicating the same message when asked about specific issues! Yes, a knowledge management system is what you
need, where all the best practices of your businesses, operations and assets are documented, and are accessible at the
enterprise level to all members of your team.

Other factors that demand for a knowledge management system:

v

S O Y O N

Rising rate of innovation and increasing competition in marketplaces

To replace informal knowledge with format methods, especially, when the organization is under-staffed
Competitive pressures reduce the size of workers that holds valuable business knowledge.

To help new workers to experience and acquire knowledge in the shortest time.

Early retirements and increasing mobility of the work force lead to loss of knowledge.

Need to manage increasing complexity as business operations become globalized.

Changes in strategic direction may result in the loss of knowledge in a specific area.

Retaining knowledge when employees leave or change positions

As most of our work is information based, it is imperative that organizations maintain a structured library of information and
solutions, such that, the knowledge system provides access to right information, at the right time, to the right workers in
need. In brief, knowledge and information have become the medium in which business problems occur. As a result, managing
knowledge represents the primary opportunity for achieving substantial savings, significant improvements in human
performance, and competitive advantage.
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for Outlook and SharePoint
2. Introduction
Personal Knowledgebase for Outlook & SharePoint is installed as a COM Add-in for Microsoft Outlook 2010/2013/2016, and
uses one or more SharePoint lists, for storing and sharing knowledge base articles throughout the organization. The Add-in
makes it very easy to search and locate a knowledge base article relevant to a customer issue from within Outlook and insert

it to the outgoing email reply as PDF file attachment or embed as inline content or as hyperlink URL. All these without
requiring switching back and forth between Outlook and SharePoint.

Personal Knowledgebase can help to reduce customer support, improve staff productivity and eliminate time wasted
searching for information across disparate systems such as shared folders and paper documents, all inside Outlook.

() Team Site » KB » KB by Category and Type ~

Home Helpdesk Sales Bes
Sites ] @ Title =
Helpdesk H ProblemCategory : (2]

Sales

= ProblemCategory : Hardware (20)

# ProblemType : Dell XP5 (2)

Libraries
= ProblemType : MacBook (9)

Site Pages . L .
@ How do I configure access permission to my DWD drive?

Shared Documents
@ How to enable DWD or CD Sharing feature in Macbook Air?

Lists How to setup AirPort Base Station and Metworks

Calendar Where can I find the external ports in MacBook Air?

Tasks @ How to install memory on MacBook?

Iszue Tracking @ How to disconnect the Mag3afe power adapter?

KB My MacBook waon't accept any disk, both CD or DVD. Please help?
Tickets Due Date @ The mafsafe adapter won't pull off easily from my notebook!
Contacts

My printer won't power up
Custom List

= ProblemType : Sony VAIO (3)

Discussions The drive does not accept any discs!

Team Discussion @ Problem with my Printer!

@ How to use Remote Disc to share DWDs or C0s on a Mac

As you use Microsoft Outlook, every day, all the time, to attend to emails from end-users, Outlook needs to do more than just
acting as a simple email-client. Personal Knowledgebase add-in extends your Outlook to provide better interaction between
you and your knowledge base, transforming it into an information-based, interaction-driven and easy to use collaboration
tool.

With such functionalities in Outlook, you can document best practices and solutions to common problems and reply to time-
consuming and repeated queries from your users in a click, thereby, reducing service response time, enabling effective
collaboration and overall productivity for your team.
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Purpose of this add-in

You frequently find trying to solve the same issue over and over. Your end-users send you emails on similar issues repeatedly.
And if you are already aware of the solution, typically, you will try to compose the solution or if you have vague recollection of
it, you would try to navigate to your existing document libraries, past emails etc. Just consider how much time and effort you
had wasted in trying to find the right information at the moment of need, not to mention the delayed response to the support
request. You wish you could share your knowledge on a centralized information system with other team members so that
everyone has the same understanding and are communicating the same message when asked about specific issues.

Many IT managers resort to using SharePoint lists to document best practices and solutions to common problems, in the form
of KB articles, because of the easy accessibility and collaborative capability. So, when a support request email is received in
Outlook, support staffs would generally go to the SharePoint lists and browse or search through the tier of KB articles. If a
relevant article is found, either the staff would rewrite the solution from scratch into the email or copy the contents from
SharePoint site to the email reply, in a crude fashion. In the midst of this, the formatting, inline images and other attachments
of the particular KB article do not make it to the email. After putting much effort and time, you still didn’t get the complete KB
article inserted into the email reply. Moreover, the frequent switching back and forth between the email client and
SharePoint site tends to loosen the focus of the support staff, leaving him/her frustrated. Evidently, organizations and teams
that leverage SharePoint as knowledge base would need to reinvent the wheel and implement an efficient way of importing
SharePoint based article or document, to outgoing email reply.

Personal Knowledgebase is designed to bridge this gap between your email client such as Outlook and your SharePoint lists where all
your knowledge base articles are stored, such that you can effortlessly locate a KB article (stored on SharePoint) relevant to an issue
from within Outlook itself and insert it into an outgoing email reply in a single click. All these and more making sure, the outgoing
email retains all the actual files and the original formatting of the selected KB article. No more frequent switching between Outlook
and SharePoint, no more copy-paste job etc.
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3. Requirements

Windows Version Windows 10, Windows 8, Windows 7, Windows Vista (32 bit or 64 bit) and all server-based
Windows 2008 R2 and above. Windows XP is not supported.

Outlook Version Microsoft Outlook 2007, 2010, 2013, 2016, 2019 (both 32-bit and 64-bit are supported).
Earlier versions such as Outlook 2000, XP should work, but they are not actively supported.
The application operates directly inside the Microsoft Outlook. Outlook Express is not

supported.
SharePoint SharePoint 2010 or Higher. Cloud-based SharePoint such as Office 365 are also supported.
Others Microsoft .NET Framework 4.6
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4. My Settings

The Personal Knowledgebase add-in provides a dedicated menu in the toolbar that allows you to customize the contents of all
problem categories/types drop-down boxes, Choose and configure KB SharePoint lists etc.

The Personal KB menu serves as the gateway for launching most of the functionalities and tools available. In Outlook 2016,
you would find this menu under in a dedicated button menu ‘My Settings’ under the toolbar as shown below.

Send f Receive

A E D &

My Mew  Raise KE Enter k
Settings..™ Empty KB In..= MNumbert:

Linked KB Folders... !
1% Configure SharePeint KB Lists
Customize Fields and Drop-downs...
E Problems List

& (Custom Fields

Customize Settings...

@ Termnplates Manager

E Advanced Options

@ Reply Templates

Page7
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4.1 Choose and configure KB SharePoint lists

Before you can start generating KB articles or using them in Outlook,

for Outlook and SharePoint

gebase

Haome

you need to choose the destination KB SharePoint lists that store the F FE k=
e " '

KB articles and link them up with Personal Knowledgebase Add-in.

Once linked, you would be able to use KB articles from these

SharePoint lists to reply to emails, as well as generate new KB articles
in one of these linked KB folders using information and content from

emails in Outlook.

My Mew  Raise KE Enter k
Settings.. = Empty KB In..= MNumbert

Linked KB Folders...

¢

K& Configure SharePoint KB Lists

Customize Fields and Drop-downs...

& Problems List

To choose and configure a new KB folder, go to My Settings menu > & Custom Fields

‘Configure KB SharePoint lists.

Customize Settings...
2 Templates Manager

Here is a listing of all KB SharePoint lists containing KB articles that are linked using the add-in tool.

| Configure SharePoint KB Lists

Existing ShareFoint Lists that were already mapped and configured

List Mame SharePoint Site

@ Licensing KB https://assistmyteam 2 sharepoint.com

@ Procurements KB https://assistmyteam? sharepoint . com
Products KB https://assistmyteam sharepoint.com

sl Sales KB https://assistmyteamZ sharepoint.com

@Senrices KB https://assistmyteamZ sharepoint . com

@Suppurt KB https://assistmyteamZ sharepoint.com

Prefix Code & Edit Mapping...
LiC
PROC " Delete Mapping..

SALES

SERV FeT] Mew Mapping...
SUPP 4

i) Exit

To choose and configure a new KB SharePoint list, click ‘New Mapping...” button.

You will then be prompted to enter the SharePoint site URL, and it would allow you to choose a SharePoint list.

ﬁ Choose a SharePoint List

Enter or Choose SharePoint site or List LRL

|htu:|s:Hassishﬂyteamz.sharepcint.::om,{

> |

Pt

FhTL Retreive

{eq. httpsyiimysite.sharep oitoom)
Select a particular list

. Mew Site..
AR

iz New List...

= 1’5 AssistMyTeam Team Site (hitps:/fassistmyteam2.sharepoint. com)
@ appdata
% AssistMyTeam Bugs
Composed Looks
@ Content type publishing error log
@ Licensing KB
(7] MyTest7
@ Procurements KB

2't" Licenses (https: f/assistmyteam 2, sharepoint. com flicenses)

Project Policy Ttem List

=5 Continue }}w Cancel

oy, .
‘ AssistMyleam
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You can choose re-use existing SharePoint lists or create new one for this purpose. Ideally, we recommend that the

SharePoint lists you will choose for used with Personal KB add-in were derived from the inbuilt ‘Custom List’ template in your

SharePoint.
5ite Actions ~ gl

Team Site » All Site Content
0

Displays all sites, lists, and libraries in this site.

Home Sitel
Libraries qj Create | (¥ Site Workflows
Site Pages

Liztz

Shared Documents

Lists w Announcements

Calendar

Create

Browse From:

Installed Items >

—idiiiia

All Categories
’ Blog Calendar
Blank & Custom

Collaharatinn

¥
7

Blank Site

Office.com g

Filter By: 8Q§ g__—%

AR Types > Annguncements Basic Meeting Blank Mecting
Lbrary Workspace Workspace
st
Page

" 8-

Contacts

Custom List

Custom List

Type: List

Categones: Blank & Custom

A blank kst to which you can add your
own columns and views, Use this
none of the built-in kst types are
sivular to the bist you want to make.

L]

Create | | More Options

And then choose this newly created SharePoint list (e.g. KB) or any other existing lists from the mapping tool and click

‘Confirm’.

ﬁ Choose a SharePoint List

Enter or Choose SharePoint site or List LIRL

|htn:|s:ﬂassistmyteam2. sharepoint, com/

(eg. httos imysite.sharepoitoom)

Select a particular list

= t's' AssistMyTeam Team Site (https://assistmyteam2.sharepaint. com)
@ appdata
% AssistMyTeam Bugs
Composed Looks
@ Content type publishing errar log
= 2't! Licenses (https:/fassistmyteam2.sharepoint. com licenses)
@ Composed Looks

1"+ THO (https:/fassistmyteam 2. sharepoint. com flicenses tho)
@ Licensing KB
1's" Test (https:/fassistmyteam2.sharepoint. com/test)

MicroFeed

>
e | FhTL Retreive
o i )
i Mew Site... @ Mew List...
~
(¥
=5 Continue == Cancel

oy, .
‘ AssistMyleam
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Instead of creating the new site/list in the SharePoint using your web browser, you can also choose to create — new site or list
directly from the add-in.

o New Site — Create a new site directly under the chosen parent site to be used exclusively for Personal KB add-in. By
default, the site will be created as a blank site, unless a different site template is specified.

Enter Mew Site Info >

' New Site...

Title |Ucenses | *
Template |Biank Site V| *
LRL Name https:/lassistmyteam? sharepoint.comd |Licenses | *

Description |This site iz used for Licenses KB and other resources|

Language |English

|lse same permissions as parent site

* Mandatory Fields

9 New List — You can choose to create a new list directly under the chosen site. By default, the list would be created using
the ‘Generic List' (custom list) template available in your SharePoint. However, you can change the template from the drop
down.

Enter Info for Mew List >
New List...
to be created under:
https:/iassistmyteam? sharepoint.com/licenses/
List Name |KB | *
Template | Generic List v| *

Description |Stores KB articles on License Acquisition|

* Mandatory Fields

After choosing a destination SharePoint list (either by creating a new one, or by selecting an existing list), you can proceed to
start mapping the fields between Outlook and SharePoint.

!‘-‘_;;\Hﬁiﬁl“}’l eam
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Through the mapping tool, you can choose which fields from the emails in Outlook are to be extracted and published to the
SharePoint KB list and perform the mapping between these chosen fields of the emails to that of the SharePoint KB list.

O

——

—
—
(O]
&
[a

&> Fields Mapping — O >
SharePoint List

|htu:ls:ﬂassishnyteamz.sharepoint.mmﬂ_istsfPruducts KE | ik Specify URL... Clear
Unigue Tracking Prefix Code g Auto Create Map Fields...

FROD Please provide a unique code of 5 or less characters For mandatory unmapped fields only

Map fields between Outlook mail to SharePoint list e

- For the following fields..,
Outlook Field & Dats Type ﬂ—.‘r’v‘—,—,ﬂ—ﬁ
1 | Subject Text & e
7 |Problem Category Choice ProblemCategory T
1 |Problem Type Choice ProblemType T
4 |Mot Ready For Use Yes/MNo MotReadyForllse T
5 States Choice States ]
¢ |BankDOB Date/Time ]
7 BankHQ Yes/No ]
| g |BankD Numeric [EankiD v
g |Bankinfo Mote w
10 | BankName Text ™
171 |BankPrice Currency T
12 | Solution Note Solution ™
Save Cancel

A mapping is nothing but an association between an Outlook field (e.g., subject of the mail item) to a specific SharePoint list
field (e.g., Title). You have complete control over which data goes to the SharePoint list from Outlook. In the mapping dialog
box (above), the first column lists all the email fields as available in Outlook. The second column displays the data type of the
field. In the last column, there is a drop-down list on each row, consisting of all available SharePoint fields. Just simply choose
a SharePoint field from the drop-down box to map it to the corresponding Outlook field. For example, in the screenshot
above, Outlook field ‘Problem Category’ is mapped to SharePoint field ‘ProblemCategory’.

You can choose to auto create the required fields in the SharePoint list as well as auto-map the fields between the Outlook
and SharePoint.

o For mandatory unmapped fields - Click this option under the ‘Auto Create & Map fields’ menu to create the mandatory
KB fields in the chosen SharePoint list on the fly and automatically complete the mapping. Mandatory fields are
marked/colored in light red. The following fields are mandatory to complete the mapping - Subject, Solution, Problem
Category, Problem Type, Not Ready For Use.

e For all unmapped fields — Click this option under the ‘Auto Create & Map fields’ menu to create all the KB fields that
have not been mapped yet in the chosen SharePoint list and complete the mapping automatically. If the chosen SharePoint
list have any matching existing fields, instead of creating new ones, the add-in will try to use them to map with the KB fields.
For instance, if the chosen SharePoint list was created based on the ‘Custom List’, the list already contains predefined fields
such as Title, Description etc.

e For the following fields — Click this option under the ‘Auto-Create & Map fields’ menu to choose specific KB fields of
interest that will be auto-created in the chosen SharePoint and mapped automatically.

;‘;:’\shihl MyTeam
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Choose Outlook Fields...

Choose KB fields for which corresponding new SharePoint fields would be created

Pt

[] Subject

] Problem Category
[] Problem Type

[] Mot Ready For Use
[] States

[] BankDOB

[ ] BankHQ

[] BankiD

[] Banklnfo

[] BankMame

[] BankPrice

[] Solution

Confirm

Cancel

gebase

Optionally, to have finer control, you can also manually create new fields in the chosen destination SharePoint list and map

with the KB outlook fields.

Create New SharePoint Field - on the fly

In the drop-down list of the SharePoint field, you will also notice that there is an item ‘[NEW LIST FIELD]'. You can select this
item to create a new field in the particular SharePoint list, directly from this mapping tool, so that you can map the specific

Outlook field to this new SharePoint field, without requiring you to create it in your SharePoint site.

Outlook Field O DataType 0! SharePaint Field 0
1 |Subject Text
2 |Problem Category Choice
3 |Problem Type Choice
4 |Mot Ready For Use Yes/No NEW LIST FIELD _
5 |States Choice ™M
¢ BankDOB Date/Time ]
7 BankHU Yes/No =
g | BanklD Numeric ™
g |Bankinfo Note ™
10 |BankName Text =
11 |BankPrice Currency T
12 |Solution MNote T

Specify a field name that you would like to appear in the SharePoint list. Only input valid characters and avoid using

special characters such as symbols.

Field Mame

Specify a unigue name for the new field!

|Categur'_.r|

N
—
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The new SharePoint field will have the same data type as that of the corresponding Outlook field.

m

——

o
—
Q
&
[a

Outlook Field & Data Type ) SharePoint Field )

LSubject Text ITitIe v
2 |Problem Category Chaoice Category "
g |Problem Type Chaoice ProblemType T
4 |MNot Ready For Use Yes/Mo MotReadyFarllse T
5 | States Choice States ]
g BankDOB Date/Time BankDOE ]
7 BankHQ Yes/No BankHQ ]
g |BanklD Numeric BankiD ™
g Bankinfo Note Banklnfo [
10 BankName Text BankName ™
11 |BankPrice Currency BankFrice T
12 Solution Note Solution ™

NOTE: Those fields with light green background color are custom fields which you can define in Outlook > My
Settings > Custom Fields panel so that you can have additional fields to best describe and add metadata on the KB
article.

If you have added multiple SharePoint KB lists in Personal KB add-in, you will notice that the 'Raise KB in' drop
down menu shows all of them. You and other users can then simply choose the destination SharePoint list to which
a new KB will be raised from the selected email in Outlook.

Home Send / Receive Falder View Help Q' Tell me what you want to «
T =% S <t
G sl @ o B O
e a% (=]
Teamn My Mew  Raise KB ter KB Reply Goto Draft  Help Mew

Settings... = Options.. = Empty KB In.. berto Edit  with a KE Folder = Email

Knov [T =/ assistmyteam?.charepoint.com/licenses) le
% All Unread M0 Licensing KB (https://assistmyteam2. sharepoint.com) E
1% 010 | FROM M0 Procurements KB (https://assistrmyteam2.sharepoint.com) =
4 Date: Today T Products KB (https//assistmyteam2.sharepoint.com) B
Team YourStor [TT] Sales KB (https://assistmyteam2.sharepoint.com) n
4 Date: Yesterday M0 Services KB (https://assistrmyteam2.sharepoint.com)
Christina OTod M Support KB (https://assistmyteam2.sharepoint.com) €
Team Youritory TOLEROUR TSI UEETS L0 SO, S St uaniiers 31 be, vWe

You can define, map and link any number of SharePoint lists from multiple sites so that, you can have a choice to choose a
particular SharePoint list of interest to which new KB from their emails can be raised from their Outlook, or more importantly,
choose an existing KB article from one of the relevant SharePoint list to reply to an email in Outlook.

oy, .
‘ AssistMyleam
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4.2 Problems List

The Problems list panel allows you to add categories and sub-categories (e.g., types) that are representative of all possible
incidents reported by your end users.

[=] Problems List — O >
v ol -3
Apply Save | Exit | Reset Columns Size
Problem Categories o Problem Types 9
Category y. Problem Types Problem Categories y
1 ICa rs 1 |Audi Cars w
2 |Countries 2 |BMW Cars e
3 |Hardware 3 |CPU Hardware e
4 |Services 4 |Intel Hardware i
5 |Software 5 |Keyboard Hardware e
& § |Mac Software i
7 7 | Mercedes Cars e
8 g |Mouse Hardware i
g g |Office 2016 Software e
10 10 |Outlook Software i
9l 11 | SharePoint Software e
17 12 |UAE Countries e
i3 13 |UK Countries e
14 14 |USA Countries e

Gather all the problem areas that you will be attending to and feed them into the 'Category' field.

Problem types list - The problem types are sub-category items that falls within the domain of a problem area/category.
Hence, each problem category has a specific list of problem types that you can choose from when submitting a new KB
article.

NOTE: If a particular problem type is applicable to all problem categories, leave the ‘Problem category’ column as empty.
That is, if you have a common problem type for all Problem categories, you don’t need to add the same problem type for
each category. Just leave the Problem Category column empty for that problem type.

In the knowledge base form, when you select a problem category from the drop-down field, it will load this tier of problem
type lists in the type drop-down box, corresponding to the selected category. These nested tiers of categories/types are
complete customizable to your organization's support model and act as somewhat of a guiding decision tree for users
(internal staffs as well as web users) in finding the right KB article.

KE Folder |\"\F‘ublic Folders*All Public FoldersHarware Troubleshootings | From ASSiSt Posted On
KB ﬁ.l’til:lE #100010 EI H Posted To Harware Troubleshootings
Conversation  iPod Charging lssue
0] ) ; ;
L |24 Edit Solution Subject iPod Charging lssue
Created |3/4/2018 1:31:03 PM
Modified |3/4/2018 8:01:35 FM ch Terms of Support.pdf
SEL L POF | 142 KB
Luthor | Bahrur Rahman
Last Modified By |Bahrur Rahman
=" =l Update KB
Category |Hardware W Make sure the Hold switch is off
Type |Ipud v| Delete KB
[] Mot Ready For Use Exit 1. Check to see if the Hold switc

lnratad nn tha tan ar tho hnt

Page14
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4.3 Custom Fields

You can use Custom fields and Custom list as KB metadata to help describe the KB article more meaningfully. Custom fields
can be of 6 different data types as displayed in the image above: Currency, Date/Time, Numeric, Text, Yes/No, Note.

TF Custom Fields O >
Custom Fields  Custom Lists
CustomFields
Custom Field & Data Type & y

1 |Client Text o

2 | ContactSource Text T

3 |Internalld "

4 Currency

Dateéilme
5
6 Text
Yes Mo
7 Mote
8 ™ ]
Save La Cancel
You can add any number of Custom fields as .
. y . KB Article #100010 (=]
required and they will all appear in the KB
form in Outlook. 0
LU [=F Edit Solution
Created (3/4/2018 1:21:03 PM
Modified |3/4/2018 8:01:35 PM
MNew (D
Author | Bahrur Bahman
Last Modified By | Bahrur Rahman
A Update KB
Category |Hardware “
Type |Ipud i | | Delete KB |
[] Not Ready For Use | Exit |
Client Microsoft
ContactSource ILenin Mevoshky| |
Internalld 453.00

States  HP

Custom List - The titles of these custom list can be edited to get the proper meaningful label that signifies the information the field
store. For example, the first drop down field can be titled as ‘States’ and the administrator can fill up the names of all the States.

@E Customn Fields - »
Custom Fields Custom Lists
Select a Custom List | Newlist.. | | Rename List | Delete Custom List |
States P—— {} :
1 |4P
2 |HP
3 |UP
LN 4 |Ms
ra! g |LF
&
o 6

oy, .
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4.4 Reply Templates

When you choose a KB article to insert into an email reply, usually, you would need to compose the initial portion of the reply,
informing about this KB article and how it can help resolve the issue the sender was facing.

4 Reply Templates O
= | =l -
Save | Exit Reset to Criginal
Select a template to customize 1 lﬁ H * By Lﬁ L = = = i = == g_g — L’E .% l;j
Reply Email with a KE as file attachment e _ _
Email with a KB as file attachment B I U Font Arial - Size 1(8pt) -~ A [ Blacy

Eply Email with a KB as inline
F".EI:I"!!I Email with a KB as URL Dear KE_S ENDER_NPLME, e
Placeholder variables P

KE_ID 'I w Thank you for contacting us. Attached is a PDF file containing a KB article

TE SENDGER TIAME o (#KB_ID - KB_SUBJECT) with a possible resolution to the issue you were
. - . experiencing.

KB_SEMDER_EMAIL g » g

KB_SUBJECT ' Best Regards,

KB_EMAIL_SUBJECT " Support Team

KB_BODY "

KEB_PROBLEM_CATEGORY "=

KE_PROBLEM_TYPE "

KB_MaOwW "

There are three templates provided that can be used when replying an email with a chosen KB article. With a template,
you need not compose anything, even a single word, to make a personalized reply to the sender with a chosen KB article.

3 reply Templates:

a) Reply Email with a KB as file attachment - This template is used when you choose a KB article to be inserted as PDF or
MSG, XPS or DOC file.

b) Reply Email with a KB as inline - This template is used when you choose a KB article to be inserted as inline content
directly into the body of the email reply.

c) Reply Email with a KB as URL - This template is used when you choose a KB article to be inserted as web URL into the
body of the email reply.

e List of all placeholder variables on the chosen KB article that you can embed into the template. The add-in will substitute
the embedded placeholder variables with the actual data on the KB before sending the email.

When you make the reply, the reply template is inserted into the outgoing email, substituting all the placeholder
variables that you have inserted into the templates such as KB_SENDER_NAME, KB_ID etc.

"——- --___"---h‘ -
To... |JnhNash@.ﬁ.ssisﬁ'ﬂ}jTeam.Lu::u:al !,.-""" PDF version of the ""*.‘

= L I ey | { selected KB inserted as —
- g | .. attachment to the email LA
b P

f Reply \RE: Attachment Manager ""'--,. —
B

v, template y. £

b

~e——— ‘__....-*" -E KE 21 - The mafsafe adapter won't pull off easily from my notebook!.pdf (102 KB
‘\ﬁa*‘
Dear John|Nash

Thank you for contacting us. Attached is a PDF file containing a KB article (#21 - The magsafe
adapter won't pull off easily from my notebook!) with a possible resolution to the issue you were
experiencing.

Best Regards,
Support Team

Pagel 6
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You can customize the email template that will be used in notifying support staffs and stakeholders when a new KB article is

published.
i) Templates Manager O
il
Save | Exit
Select a template to customize e Reset to Qriginal
i Motify all technidans on new KB publication SLII I IDIIIlIITIiil
0 |Nn1:iﬁmtinn: Mew KB Published {KB_ID} | Available Variables (Press 'Ctrl + C'ta co
B H # BB 96 ===z _ Placeholder Variables
"l ke
B [ U |Font Aral - Size 1(8 e S BIECT
: . KB_BODY
New KB article pUbllShEd! KB_PROBLEM_CATEGORY
KB_ID KB_PROBLEM_TYPE
KE_CREATED 1
Dear Support Staffs, KE_MODIFIED
This is to inform you that a new KB arlicle KB ALTHOR 9 .
KB_SUBJECT is published by -
KB_AUTHOR' on KB_GREATED. KB_URL
KEB_NOT_READY FOR_IJSE 1
Category: KB PROBLEM CATEGORY
Type: KB_PROBLEM TYPE
KB URL
Support Team a

authoring tool

e eee

This is the template name. And the corresponding body is customizable in the WYSIWYG editor.

Subject of the active template. This can be customized and can take placeholder variables.

A WYSIWYG HTML editor with which you can customize the contents, apply HTML formatting as well as insert the
placeholder variables. The look and feel as well as the buttons and functionalities are similar to Microsoft FrontPage

A list of all placeholder variables available for inserting into a particular template. In runtime (that is, when the
actual email is generated from the template), the enclosed variables will be substituted by their corresponding

values. The followings list all the supported variables:

Variable Purpose

KB_ID Unique ID that is automatically generated when a KB article is
generated.

KB_SUBJECT The short description of the Article (Subject)

KB_ BODY The actual description/solution of the KB article (body field)

KB_PROBLEM_CATEGORY
KB_PROBLEM_TYPE
KB_CREATED

KB_AUTHOR
KB_NOT_READY_FOR_USE

;‘;:’\shihl MyTeam

Problem Category that is tagged to the KB article

Problem Type that is tagged to the KB article

Creation time of the KB Article

The user who created this KB article

The state of the KB article — Draft state or Published state.
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4.6 Advanced Options

With the advanced options, you can control and streamline how you interact with Personal Knowledgebase Add-in and use KB
articles from the chosen KB folders in their Outlook.

W My Settings... *

General ArtideID (%] Logo =% Notifications UI

Hidepop-up confirmationmessage o

Use Reply Template when using KB to reply to an email

Show KB Context menu on top e
When replying a KB to an email, use ‘Reply all' o

Default Problem Category of newly generated KB w

Default Problem Type of newly generated KB o e

Allow pre-fill information when generating new KB from an email 0
when generating KBs from multiple emails, allow prefilling on KB form on upto
i | KBs NOTE: KBs that fall sbove the specified imit will be raizsed directly

o Hide pop-up confirmation message — Enable this option to hide the confirmation message that is displayed in a pop-up
dialog whenever a new KB article is generated or edited or an email send.

Use reply Template when using KB to reply to an email — Enable this option to set the add-in to use a customizable
email template when a KB article is chosen for replying to an email. These templates can be accessed and customized
from Outlook > Personal Knowledgebase toolbar > My Settings > Reply Templates.

— —'—-__-------h‘.
- L Y

To... |JnhNash@ssistl'v'lyTeam.anl },*"' PDFE version of the ™=
=1 | = | il selected KB inserted as —
~ S| %.. attachment to the email +

F Re |'_"' 3 “"h.- -
i [EI} ¢ ‘\RE: Attachment Manager - ——
i template = ==

* ’ F i

= T ‘__.-"’ -E KE 21 - The mafsafe adapter won't pull off easily from my notebook! pdf (102 KB

%,
Dear John|Nash

Thank you for contacting us. Attached is a PDF file containing a KB article (#21 - The magsafe
adapter won't pull off easily from my notebook!) with a possible resolution to the issue you were
experiencing.

Best Regards,
Support Team

NOTE: If this is disabled, the add-in will only insert the chosen KB article as inline content or attachments and you will
have to write your own reply.

e Show KB Context menu on top — Enable this option to set your preference for the placement of the KB context menu in
topmost or bottom position.

For instance, when this option is enabled, the KB menu items appear at higher position in the context menu (right-click
menu)

>
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Ui | |0 | FROM | SUBJECT

blurpmine
Founder [z2. - : .

L.thdrl 1= RaiseKBlIn.. Mo Reply Tips (\\Info@AssistMyTeam.NET)

inkedln

Linkedin 1% Reply with KB [gg Harware Troubleshootings (\\Public Folders\All Public Folders)
Team Yo E Copy lgdl Licensing KBs (\\Public Folders\All Public Folders)

4 Date: Two Weeks @ Quick Print (g KB (WPublic Folders\All Public Folders\Personal Helpdesk)
E"} ITD_Supg I‘Qf_ Reply lggdh Service Tips (\\Public Folders\All Public Folders)
Team Yo
Support Articles (\WPublic Folders\All Public Folders

Linkedin 2 Reply Al lgg Supp (v )

Microsof E‘, Forward lgdd KB (\\Public Folders\All Public Folders'Team Helpdesk]
Christina >  pMark as Read lggl AssistMyTeam Alert Templates (\\support@assistmyteam.net)
Founder I Categorize b | @ MPN (\\support@assistmyteam.net)
Team Yo

=)

[*  Follow Up b Taxes (\Visupport@assistmyteam.net)

Team Yo

If the option is unchecked, the KB menu items appear at the lowest position in the context menu.

12| M0 |FROM
4  Date: Yesterday
Linkedln
................................... T .;I B8 Copy

Te &2  Quick Print
Reply
2 Reply All

Forward

=
= Ignore
3.3 Junk 3
}( Delete

4 Date:Two [=] Archive.

= |T[‘5;_j Raise KB In...  *

Reply with KB

When replying to an email, use ‘Reply All’ — Enable this option to configure the add-in to send the reply with the
inserted KB article to all recipients of the original email (similar to the ‘Reply All’ button in Outlook toolbar)

Default category for newly generated KB article — Choose a category from the drop-down list that you would want to set
as the default category to any newly generated KB article in Outlook.

Default Type for newly generated KB article — Choose a type from the drop-down list that you would want to set as the
default type to any newly generated KB article in Outlook.

Enable this option to pre-fill information on multiple new KB articles that are generated from emails. Here you can set
the number of KB articles that will be displayed in its respective KB form in Outlook before they are generated in the
chosen KB folder. For instance, if you set value 3, when you choose 3 emails to generate KB articles, all 3 will be displayed
in their respective KB form in Outlook so that you can pre-fill further information to the KB articles before they are
generated in chosen folder. However, if you choose 5 emails, it will allow you to pre-fill on the first 3 emails (i.e., 3 KB
forms will show up in Outlook), and the rest (2 KB articles) will be directly/instantly generated in the chosen folder.

® e 66
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B My Settings...

General Artide ID (& logo 4 Notifications LI

[] Place KB Article ID in KB Subject @
Placement of ID in Subject

(®) Beginning

() End

Place KB Article ID in KB Subject — Enable this option if the Article ID (enclosed in square brackets) is to be placed at the
beginning or end of the subject line of the article item. By default, the ID is placed the beginning of the subject.

wﬁ" ssistMyTeam
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W My Settings... x
General Artide ID 1= Logo '—_4» Motifications  UI

Substitute the logo with your own @
Specify an image file from your network share or from the web

| Ca Apply

Eg. WServer\imageilogo.gif. or hitp:/fwww. mycompany.com/images/logo.gif

Current Image 144 x 82

-y

@ Substitute the logo with your own
To use your own company logo or brand in the KB form, you can specify an image file (JPG, GIF, PNG) located on a network
shared folder. Or, alternatively, you can use an image file located on the web.

And when you open and view any KB article in Outlook, your company logo you specified above will show in the KB form.

File Discussion Insert Options Farmat Text Review

x i(_ & g I{:@ ¥ = Rules * £-% Mark Unread ek} P Find C)\

==| Categorize - ax D Related -

Delete Post Reply Forward Maore Quick Maove 514 +imme - Translate Zoom
Reply = Steps * - Actions [* Follow Up - = [+ Select~
Delete Respond Quick Steps = hMove Tags Editing Zoom
KE Folder |\\Infu@ﬂssistM}rTeam.NI:—ﬁHephr Tips Erom Fosted On Fi
KB Article #1002 [ PostedTo 18
Conversation  iPod won't turn
10 . .
1002 2 Edit Solution Subject [KE-1002] iPod w
Created |1/1/2016 11:24:43 PM
Medified 05 .
ed | ¥/3/2018 10:05:28 PM New D ,My iPod won't start |
Author .
S preolong operation. P
ifi
= Update KB help?
Category |Cars v P
Type |"c"""'“Ii V| Delete KB Resolution:
[ ] Mot Ready For Use Exit
Make sure the Hold swi
— 1. Check to see if the
is on. It's locoted «

NOTE: Make sure you use an image path that is accessible to all users from their systems. This means, you can either make
sure of an image file that is located on a shared network folder (e.g., \\Server\files\logo.gif) or an image from the web (e.g.,
www.company.com/logo.gif)

Pagez 1
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' KBs ArtideID (& Logo % Notifications [& Upgrade

[] Motify the following stakehaolders when a new KE is published o £g., sbe@domain.com; xyz@domain.com

usr 1@domain. com;usr 2@domain. comjusr 3@domain. com;usr4+@domain, com;usr 5 @domain, com;usr & @domain. comjusr 7@
domain. com;usrd @domain. com;usrd @domain. com;usr 10[2domain. com

Notify the following stakeholders when a new KB is published — Enable this option to inform certain stakeholders (specified
in the box) whenever a new KB article is published/generated in any of the administrator chosen KB folders.

NOTE: Make sure the stakeholders specified in the box are valid email addresses, each separated by a semi-colon (;)

Pagez 2
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General ArtideID (&l Logo % Motifications UI

Ribbon placement for Personal KB toolbars in Outlook @
In Explorer Window
(®) First Placement () Last Placement

[ ] Use adedicated tab on Explorer window

In Inspector Window

(®) First Placement () Last Placement

[ ] Use a dedicated tab on Inspectorwindow

Flease note that changes in these nbbon settings would be spplied only after Cutfook restart

Placement of toolbars in Outlook- With these options, you can control the placement of the KB toolbars in Outlook
explorer and inspector windows. You can also choose to place the KB toolbar to a dedicated tab.

‘wnssismyl eam
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5. Generating new Empty KB Article

To generate a new empty KB article, click the ‘New Empty KB’ menu in the KB toolbar in Outlook.

File Home Send f Receive Folder View Help Q Tell me wh
L -t <F
(o 2 & P o
Yz 0
My Mew  |Raise KB Enter KB Go to Draft Open SharePoint  Reply
Settings... = | Empty KB | In..= MNumberto Edit  Folder Lists - with a KB

Personal Knowledgebase 5P (1.1.21.405)

A new Outlook item (with the message class ‘IPM.Post.PKS.Article’) will be generated in the folder, contents of which will be
displayed in a special KB form. Enter the subject of the KB article (that best describe the problem or solution in a single line). And
compose your KB solution in the body field of the item (such as you would compose any normal email in your Outlook).

How to create a table of contents by marking text in Word - Discussion

Insert Options Format Tev

Choose the

D SegoelUl ~-[135 - A Al sharePoint list to

E store the KB |

Paste aty . oA . : - Enter the KB e ]
- ~ Format Painter B I U ¥ L = article article subject

Clipboard M Basic Text

SharePoint Site/List | Support KB (https://assistmyteam 2 sharepoint .com) * FostTo Licensing KBs
Conversation"@How to create a table o
New KB EIEI Post subject ]Hnwtn create a table o
. |24 Edit Soluti
— | Lelnl
Created Choose a t
_ Category that fits reate Table of Contents
Modified : .
this article B? Save As Draft
Author | Bahrur Rahman
Last Modified By | Bahrur Rahman @P blish KB
umis
Category |Saftware v
Compose your KB
Type |Office 2016 ] | Delete KE | article here and make
] Net Ready For Use : N use of Outlook's inbuilt
Client | - ft_] rmatting features,
Feed data to additional insert images and
ContactSource
custom fields that your attachments etc.
Internalld administrator might
States had deployed

1. Start Word, and then open vo

You can use feature rich formatting inbuilt tools of Outlook, embed images and attachments (just as you use to do while composing
new emails). And don’t forget to tag a category and type by choosing it from the drop-down fields within which this KB article falls
within.

If the article is still in draft state i.e., not yet ready for use, check the ‘Not Ready for Use’ option so that it is not shown in the KB
Selection box when you try to choose a KB article for replying to an email or contact in Outlook.

Once the KB article is ready for publication to the chosen SharePoint list, click ‘Publish KB’. And a new KB article item will be
generated in SharePoint, along with the formatting, contents, embedded images and attachments. If the KB article is still a work in
progress, you can save it as draft in Outlook by click ‘Save As Draft’ button. What this will do is store this KB item in the draft folder
of your primary mailbox for later use. Any time, you can navigate to that draft folder and open this KB article to finish it before
publishing to SharePoint.

oy, .
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6. Generating new KB Article to SharePoint from an email

gebase

Most often, you might have already written solutions and workarounds to certain issues from your customers through email

communications.

& = iPod Charging lssue - Mes..

¢ Tell me what you want to do

b

& X 21| @ B |[=]] £ ||[r]]l2]| Q
3@, Delete Archive RaiseKE Reply Respond Quick Move Tags Editing Zoom
In..= with KB M Steps - M - M

Delete ’ Knowledge... Quic.. Ta Zoom ~

Mon 11/20/2017 7:58 PM
AssistMyTeam <su piE Ao
' containing information
iPod Charging Issue or workarounds that
were provided to
customer as a 'fix' to

To  Genesis Carlin

the reported issue

Dear Megan,

[ 1

Make sure the Hold switch is off

1. Check to see if the Hold switch is on. It's located on the top or the bottom of
iPod. When it's in the on position, you'll see an orange patch.

2. To turn the hold switch off, slide it until you no longer see the orange patch.

3. Press any button to turn on iPod.

Such emails in your archive could potentially be a goldmine of knowledge of your organization. But mining such information at the
time of needs can be tedious tasks for workers. They might have vague recollection of it. Another problem is navigating to such
existing document libraries and past emails and searching for the right information at the moment of need often takes time and

effort, not to mention the delayed response to the support request.

¢ = iPad Charging |ssue - Message (HTML)

Q Tell me what you want to do

= EE o :
== ERE r 2 Q
3@, Delete Archive Mew  Raise KB Reply Respond Cuick Move Tags Editing Zoom
Empty KE_ In..= with KB - Steps - M M M
Delete ' Kﬂgﬂﬂﬂ MM KB (http=//assistmyteam2.sharepoint.com/licenses) Zoom
*

Man 11.*'5_‘4@!13'1?' 7.3 M Licensing KB (https//assistmyteam?2 sharepoint.com)

L
A%E‘i‘St M ‘}ITE M Procurements KB (https://assistrmyteam2 sharepoint.com)

» i - .
'.'I'I'-’Dd Charging Products KB (https://assistrnyteam? sharepoint.com)
*

To .ﬂ.ssis'ﬂﬂ'yTeam Support Sales KB (https://assistryteamd sharepoint.com)

Services KB (https://assistryteamd sharepoint.com)

Support KB (https://assistmyteam?.sharepoint.com) %

H 83 3Hd

Dear Megan,
Make sure the Hold switch is off

1. Check to see if the Hold switch is on. It's located on the top or the bottom of iPod. When it's
in the on position, you'll see an orange patch.

.Y
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Instead, with Personal Knowledgebase Add-in, you can raise new KB articles from such emails, assign a unique ID, catalogue and tag
it with metadata such as category, type and other information specific to your business and store it to one of your SharePoint list
where it is available for use by your knowledge workers.

iPod Charging |ssue - Discussion

Discussion Insert Options Format Text Review

. . : : : :
x « Q E—) li-?@ ' SITTEFT LR T " Description on the
Delete Post  Reply Forward More Cuick Maowve A thCh_thIS KB f ﬁ.; images and
Reply M Steps - N TUEEE LT at‘t"échmen;:ﬂa are
Delete Respond Quick Steps Move -au‘m::rrrati::;allyr
: : transferred from the
int Site/List | S it KB ./ fassist 2.sh nt. . .
ShareP{:untS|te.l'Llst| Uppo thttps://assistmyteam2 sharepoint.com) archived email

KB Article #8

D A new unigue 1D
|iP’DC| Charging lssu

as: . [=# Edit Solution
Created |3/6/2018 6:18:00 article for quicker
Modified |3/6/2018 6:13:00 reference in | k . .
the Hold tch
\ future B2 Save As Draft IIJ'AE e sure the Hold swi is
Author | Bahrur Rahman off
Last Medified By |Bahrur Rahman @U ie KB
Category |Hardware w : 1. Check to see if the Hold
Type [iPod ~] | Delete KB | switch is on. It's located
; on the top or the bottom|
Mot Ready For U
D or-se | E:ﬂt | Af iDnd Whon it'e in #ho

Once KB articles are mined from your archived emails and documents, what you end up is a series of well documented, organized
articles that can be easily referenced, searched, catalogued and shared with your support staffs.

Home Test Licenses # EDIT LINKS

Support KB

() new item
All Issues  Active [ssues My lssues e Find an item o
v ] Title Created By

I Category : Cars (2)

I Category : Colors (3)

4 Category : Hardware (4)

4 problemType : CPU (2
3 [125] Mac OG5 X 10.5: Can receive email, but not send email BEahrur Rahman

& Smooth DVD playing guide % Bahrur Rahman

4 ProblemType : iPod (1)

&  iPod Charging Issue 3 Bahrur Rahman

¥ ProblemType : Keyboard (1

T
;‘ AssistMyleam
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7. Inserting a KB Article to a new email when composing

When you are composing a new email in Outlook, you can also insert a KB article directly by clicking the ‘Insert a KB’ button
available in the Personal Knowledgebase toolbar.

Install guide for your Macbook's memary - Messa... Eal
Options Format Text Review Q' Tell me what you want to do
sl Calibri (Body) 1 @J Attach File =
D B I U :=-:i=~- €3= U Attach ltem - . .
Paste o | sl . — — | Mames _ Insert Assign Office
- Y-A- B==|® - [ signature - o K8 Policy= ¥  Add-ins
Clipboard = Basic Text la Include Team Knowle... Tags x| Add-ins ~
-
*1‘
From helpdesk@AssistMyTeam2.onmicrosoft.com ‘_ﬁ
To... mary.smith @gmail. com
Send
Cc...
Subject Install guide for your Machonk s memaory

This will pop-up a selection box where you can search and choose an appropriate KB article for insertion into the email.
NOTE: You can perform keyword search and the matching KB article entries will be highlighted in light-red color.

24 Select a KB to reply to the email O >
SharePoint Site/List |4 SharePoint Lists Chosen v|| 4 SearchkBs
Enter Keywords | | Opticnal
Select an item to insert;
El"@ Products KB - https:ffassistmyteam2_sharepoint.com (12) -
=27 Hardware ()
=[] CPU (3)
L& [KB 2] Where can | find the extemal ports in MacBook, Ar?
L& [KB 4] MacBook Pro: How to remove or install the batteny
|5 [KB E]iPod wont tum on!
£+ Keyboard (2)
{)} [KB 3] How to Llse nonstandard discs in optical drives
L& [KB 11] OME OF ITS KIND APARTMENT
=] Mouse (1)
L& [KB 5] How to use Remote Disc to share DWVDs or COs on a Mac
Fioa Software (6)
-] Office 2016 (3)
-] Word (2)
-] Office 2010 (1)
L& [KB 12] Al The Talks from Ba5 Conference LISA 2017 online. Plus, rules for product development
@ Sales KB - https://assistmyteam?Z_sharepoint.com
Eﬂ"@ Services KB - hitps:/fassistmyteam?2_sharepoint.com (2) v
lnsert selected KB as
# O wordDOC [} O Single File MHT @) Inline HTML i Insert [ Cancel
}L () Adobe FOF vy () Microsoft XPS () Hyperlink (URL) [] Send reply directly

You have the options to insert the chosen KB article as file attachments in the form of Word Document (.docx), Adobe PDF (.pdf), or
as inline content or even as hyperlinked URL. If the KB article has any additional attachments, these too will be copied to the email.
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= |nstall guide for your Macbook's memary... /| O

Insert Options Farmat Text Review Q' Tell me what you want to do

¥ 10 Aoa gg D Attach File- ﬁ_ > a
g |B I U |:=-:i= €= 3= W Attach ltem = _
Paste | 0. Mames _ Insert Tags  Office
. ® A === 4 - [# Signature~ 2 KB *  Add-ins
Clipboard Basic Text Include Team Knowl... Add-ins L
From helpdesk@AssistMyTeam2.onmicrosoft.com
To.. |marv.smi1.‘r1@qmail.::om
Send
c | Attachments from
the KB article are
Subject |Insta|l guide for your Machook s memory also copied to the
email
Attached User Install Guide.pdf
aene FOF | 657 KB
Y
Dear Mary,

Thank you for contacting us. Please find a possible solution with the KB article (#100013 -
MacBook Pro: How to install memory) embedded below:

I wanted to upgrade my MacBook memory. Can you please quide
me through the process?

. Selected KB
Resolution: article embedded
as inline content

Your MacBook Pro computer has two memory slots that you access by in the email
door in the battery bay. Your MacBook Pro comes with at least 512 megts
NiHz Double Data Rate (DDR2) Synchronous Dynamic Random-Access Merw
installed. It may have more memory preinstalled, depending on the mnﬁgumfmn you chose
when you bought the computer. hd

Notice the actual KB article item below, along its formatting and its attachments. They all make it to the inline content that is
embedded into the email (above).

Home
Title MacBook Pro: How to remove or install the battery
Motebook
ProblemCategory  Hardware
Recent
baardka ProblemType CPU
SimpleK Solution | wanted to upgrade my MacBook memory. Can you
please guide me through the process?
WikikB
: : Resolution:
Licensing KB
Sales KB Your MacBook Pro computer has two memory slots that you
gccess by removing the memory door in the battery bay. Your
Pages MacBook Pro caomes with at least 512 megabytes (MB)} of 667
Site Contents MHz Double Data Rate (DDR2) Synchronous Dynamic
Recycle Bin Random-Access Memory (SDRAM) installed. 1t may have maore
memory preinstalled, depending on the configuration you
o0 / EDIT LINKS chose when you bought the computer.
N Attachments User Install Guide.pdf
&
©
o

T
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8. Reply a KB Article to an existing email

If your customer writes to you on a recurring issue, for which a KB article was already being published, you can directly hit ‘Reply
with a KB’ button and choose that particular KB article from the selection box to insert it as file attachments (e.g., PDF attachment)
or as inline content in the body of the email reply.

Home Send [/ Receive Falder View Help U Tell me what you want to do
3= R 3 . (=7 (G lgnore
T S b |m| B O X
o7 [Eel OE x Clean Up -
Teamn Wy Mew  Raise KB Enter KB Goto Draft  Help Mew  MNew Delete
Settings... - Options... = Empty KB In..~ MNumberto Edit |wi Folder - Email ltems - z@.lunk*

Email fram a customer owledgeBase SharePoint [28821, * Mew Delete
* *
. - .
SEERIHQ SLIppDrt.tD = ‘i‘ * | Search Current Mailbox 2 | Current
frequently asked issue. o* LR
o $RECEVED ¥  |SIZE | CATEGORIES
Got a new battery for MacBook. Help required Urgent Thy 2/15/2018 12:... 9KB
L

24 Select a KB to reply to the email 4 O >

SharePoint Site/List |3 SharePoint Lists Chosen o | _l, Search KBs

Enter Keywords | | Opticnal

Select an item to insert:

El"@ Products KB - https:/fassistmyteam?_sharepoint.com (10)
5oy Hardware (5)

=[] CPU (3)

----- L&'} [KB 2] Where can | find the extemal ports in MacBook Ar?_ | .
----- ] [KB 4] MacBook Pro: How to remove or install the battery I8 B T
- 33 [KB 6] iPod wont tum on! L _'":,k?
-] Keyboard (1)

-] Mouse (1)

s Software (5)

=[] Office 2016 (3)

----- L&'} [KB 1] How to use Remate Disc to share DVDs or CDs on a Mac

----- l5# [KB 7] Useful keyboard and trackpad tips and shortcuts

- |5# [KB 9] How to install applications using the MacBook Air SuperDrive

- Word (2) Choose a KB and
Eﬂ"@ Services KB - hitps://assistmyteam2_sharepoint.com (2) click 'Insert' to attach
I':'I--@ Support KB - https:/fassistmyteam2_sharepoint.com (3)
El-s2, Cars (3 or embed the KB
nnnén.-ij Audi (1) content to a new
- [ KB 3] [125] Mac OS X 10.5: Can receive email, but not send emai email reply
=[] BMW (2)

----- l5# [KB 1] [122] Troubleshooting the MacBook Air SuperDrive
- | [KB 2] [123] MacBook Pro: How to remove or install the battery

Insert selected KB a5 - -
¥ Owiordnoc [ O Single File MHT O Inline HTML @ Insert [ Cancel
3 @ Adobe POF il O Microsoft XPS O Hyperlink (URL) [ Send reply directly
Aftachmert Maming
(®) Article 1D () KB subject () Both

In the selection box (above), KB articles are arranged in a tree, with each SharePoint list representing as the root node, and category
and type as child nodes. KB articles are then grouped by their types and categories, making it much easier to find an appropriate one
by means of the context of the issue.

You can choose from which SharePoint lists to show the matching KB articles in the selection box.
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SharePoint Site/List |4 SharePoint Lists Chosen T U] [ 4 SearchKes

i KE (https.//assistmyteamd sharepoint.comilicenses) . [
| Enter Keywords E Licensing KB (https://assistmyteam? sharepoint.com) Optional
5 _ _ [ ] Procurements KB (hitps:/assistmyteam2 sharepoint.com)
Select an item to insert: Products KB (https://assistmyteam2 sharepoint.com)
[ Sales KB (hitps://assistmyteam? sharepoint.com)
Services KE (https//assistmyteam? sharepoint.com)
Support KB (https://assistmyteam? sharepoint.com) |

=
+ M
m

To further refine the result, you can search by entering a keyword as filter. And KB articles matching that keyword(s) will be
highlighted in red color. For instance, if the keyword was ‘iPod’ as filter, the entries matching ‘iPod’ are highlighted.

=11 Products KB - htips:/iassistmyteam?2.sharepoint.com (12)
&4
-1 CPU (3)
E |5 [KB 2] Where can | find the extemal ports in MacBoak Air?
-3 [KB 4] MacBook Pro: How to remove or install the battery
. | [KB B]iPod won't tum on!
-] Keyboard (2)
-] Mouse (1)
- Software (6)
El@ Support KB - https:/lassistmyteam2_sharepoint.com (4)
F-¢zu Colors (2)
H-s2a Hardware (1)
=] iPod (1)
,_Q} [KB 8]iPod Charging lssue

You can insert selected KB article in 3 ways to outgoing email:
1) Inserting chosen KB article as PDF, XPS file attachment to the email reply

Selected KB article can be applied or inserted into the replied email in varied format. You can choose to insert as attachment in the
form of a word document (*.doc), Adobe PDF (*.pdf), Microsoft XPS (*.xps) or as single file MHTML (*.mht).

Message Format Text Review U Tell me what you want to do

o Calibri 1 -|A A gz [0 AtachFile- @ > ’
N EE IS -

U Attach ltem -

Paste i Names Insert Tags  Office
l' . — — H
- N A~ === - 4 i @'Slgnﬂturﬂ* a KB - Add-ins
Clipboard Easic Text a Include Team Knowl... Add-ins L
From helpdesk@AssistMyTeam2.onmicrosoft.com
To... Lisa. Ray @uni.melbourne. edu.au
Send
Subject RE: iPod Charging Issue
ttached % KB2100010 iPod Charging lssue.pdf
aene FOF | 279 KB
Dear Lisa Ray, -

Thank you for contacting us. Attached is a PDF file containing a KB article (#100010 - iPod
Charging Issue) with a possible resolution to the issue you were experiencing.

Best Regards,

Support Team

From: Lisa Ray disa.ﬁay@uni.melbourne.edu.au}
Sent: Monday, November 20, 2017 7:58 PM

To: AssistiMyTeam Support <helpdesk@AssistMyTeam2.onmicrosoft.com:=
Subject: iPod Charging lssue

>
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2) Inserting chosen KB article as inline content to the email reply

You can also embed the selected KB article directly into the body of the email reply. Any inline images and formatting are preserved
in its original state in the reply also.

Message Format Text Review U Tell me what you want to do
L Tahoma (10 -|A A gz [0 AttachFile- @ > ’
B I U iZ-i=- &=3= 02 Attach item - e
Paste o | ab . — | A Mames _ Insert Tags  Office
- V-A- EEE=E e v Q‘Slgnature* a KB - Add-ins
Clipboard Easic Text a Include Team Knowl... Add-ins L
From w bahrur@assistmyteamz.onmicrosoft.com
To.. AssistMyTeam <support@assistmyteam.com=
Send
Subject RE: iPod Charging lssue
Terms of Support.pdf
Attached eor | 130 KB
F
bear AssistMyTeam,

Thank you for contacting us. Please find a possible solution with the KB article (#100010 - iPod
Charging Issue) embedded below:

Make sure the Hold switch is off

1. Check to see if the Hold switch is on. It's located on the top or the bottom of iPad.
When it's in the on position, you'll see an orange patch.

2. To turn the hold switch off, slide it until you no longer see the orange patch.

3. Press any button to turn on iPod.

Make sure the battery is charged

3. Inserting chosen KB article as hyperlink URL into the email reply

Alternatively, if your SharePoint site is opened (i.e., accessible via the web), then you can also insert the hyperlink or URL of the
selected KB article into the reply, so that the recipient can simply click the hyperlink to open the relevant article in their web

browser.
el B RS S R T Include, T
Reply Paste b T —— ames  Include ags Zoom
withaks - a"?}*"; link URL t thﬂh“ , , '
. riin o the ,
Team KB SP| Clipboard 1 # ype . ™ Zoom
- selected KB article Y
- P embedded into the ;’
body of the email repl
E =.| Cc ""l.._‘Y FT,E"’:’
™ -y e
send = ===
Subject: |RE: SuperDrive nn?’iﬁrking in MacBook Air
F
Dear Lisa Bub, ¥ 4
i

¥
Thank you for contacting us. F"é'ase find a possible solution with the following KB article
(#20 - My MacBook wonfaccept any disk, both CD or DVD. Please help?):

http: //bytestation/Lists/KB/DispForm.asp?ID=20
Best Regards,

Page3 1
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Optionally, you can choose if to send the reply containing the inserted KB article directly to the recipient or display the inspector
compose window, so that you can add further information such as attachments or tweak the content.

Izt selectfed KB as @ Insert
@ i) word DOC () Single File MHT (@) Inline HTML

s (O Adobe PDF vl O Microsoft XPS (O MSG file Cancel

L
[~] Send FEP":’%FBC’HY Mote that no compose inspector will be displayed!

Lastly, you can customize the reply template headers that are used in the email reply from Outlook > Personal KB toolbar > My
Options > Reply Templates.

Select a template to customize ﬁ H & EN [E ) =
|R.epIyEmai|w1ﬁ'1aKBasﬁ|E attachment V|

ey
.
|
141

= - EAea
B [ U | Font Aral * Size 1(8pt) - ﬁ. Black

Cear KB_SENDER_MAME,

Available variables (Press 'Ctrl + C'to copy)

Flaceholdervariables

KE_ID Thank you for contacting us. Attached is a PDF file containing a KB article

B SENDER NAME (#KB_ID - KB_SUBJECT) with a possible resolution to the issue you were
- - . experiencing.

KE_SEMDER_EMAIL

KB_SUBJECT ' Best Regards,

KB EMAIL SUBJECT i Support Team

Page3 2
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9. Send a KB Article to an Outlook contact

To send a KB article to an Outlook contact (address book), click ‘Reply with a KB’ button on the Personal Knowledgebase toolbar in
Outlook, and from the selection box, choose the appropriate KB article to send an email with the chosen KB article.

Contacts - Public Folders - Outlook

Send f Receive Folder View U Tell me what you want to do
iﬁ - [ Email ! He
. E; EI &% Mew Contact Group x [ Emal Q g | | Mt
) F‘@Meeting i [* Fo
-REFI-|}I' Mavigate  Mew 52 New ltems - Delete 7 More Change Actions  Share o
withakB To- Contact LIS View ~ M - i
Kn iedgebase Mew Delete  Communicate Current View
+
3 *, Search Contacts
*
i} @_ﬁf‘_ FULL MAME EMAIL BUSIMNESS PHOMNE [ACCOUNT
[2s] 26 *_  Abdullah Yusuf syusuf@jeraisy. com [+966-11) 419 20... Jeraisy Compu...
iEl 25 Ripple, Stacy sripple@mt.gov [406E) 495-5327 Montana Stat...
[E=] 24 Leonardo Ariel 5an Martin LSANMARTIM@reich.cl +(562) 2714 7769 Reich
&3] 23 Dr. Bamcha Rahman DDSF Jr.  dsdsfds@ds.com 34354564646 Google Inc
= 22 Julian Assange julian.assange@wikileaks.com 43254543 Google Inc
E = 21 John Howard john.hi@asustramali.com 23434343 Microsoft Inc

From the selection box, choose the appropriate KB article to send an email with the chosen KB article.

=4 Select a KB to reply to the email O >
SharePoint SitelList |4 SharePoint Lists Chosen v|| 4 SearchKs
Enter Keywaords | | Optional

Select an item to insert:
EI@ Products KB - https:ffassistmyteam?Z_sharepoint.com (12) ~
=z Hardware (6)
=] CPU (3)
5 [KB 2] Where can | find the extemal ports in MacBook Air?
L& [KB 4] MacBook Pro: How to remove or install the batteny
= |5 [KB 6]iPod wont tum on!
5[] Keyboard (2)
ﬁ; [KB 3] How to Use non-standard discs in optical drives
L& [KB 11] OME OF ITS KIND APARTMENT
=] Mouse (1)
l5# [KB 5] How to use Remate Disc to share DVDs or CDs on a Mac
=-aan Software (6)
=-[_] Office 2016 (3)
: l5# [KB 1] How to use Remate Disc to share DVDs or CDs on a Mac
- [KB 7] Useful keyboard and trackpad tips and shortcuts
- |5 [KB 9] How to install applications using the MacBook Air SuperDrive

-] Word (2)

. |5 [KB 8] The drive doesnt accept any discs W
Insert selecfed KB as - -
™ OwordDOC [ O Single File MHT @ Inline HTML 3 Insert [ Cancel
b (O Adobe PDF  vilt O Microsoft XPS () Hyperlink (URL) [ Send reply directly

And when you visually confirm your choice, click ‘Insert’. And this will create a new email having the same subject as that of the
chosen KB article and the email content/body will use the ‘Reply Template’ where the placeholder variables are substituted with
information from the chosen KB article.

>
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Insert Options Format Text Review

U Tell me what you want to do

i 0 A A Eg D Atachfile- @ Iﬂ P> - a
- — — ] =]
DE@ B I U :=-:i=- £=3= W Attach Item = _ 1 _
Paste ¥ aly B — | & Mames _ Insert  Assign Office
- AT == - [ signature~ akB  Policy~ ¥ Add-ins
Clipboard = Basic Text I Include Team K... Tags M Add-ins -
From w helpdesk@AssistMyTeam2. onmicrosoft.com
Tao.. | sripple @mt.gov |
Send
Subject |MacBnnk Pro: How to install memory |
I Gh User Install Guide.pdf
aene FoF | 657 KB

Dear Stacy Ripple, E

Thank you for contacting us. Please find a possible solution with the KB article (#100013 - MacBook
Pro: How to install memory) embedded below:

I wanted to upgrade my MacBook memory. Can you please guide
me through the process?

Resolution:

Your MacBook Pro computer has two memory slots that you access by removing the memory
door in the battery bay. Your MacBook Pro comes with at least 512 megabytes (MB) of 667 MHz

Dinsbndn Diafa Date OO Cenchromo e Murmanaie Dandams Accnce Adamoeme FQODA AL inotalinedd

If there are any attachments in the chosen KB article, they too will be copied/attached to the outgoing email

Page34

T
:‘ AssistMyleam



Page3 5

in Outlook

{ — N

Personal Knowledgebase

for Outlook and SharePoint
10. Navigate to the Draft KB Folder

You can compose new KB articles from the comfort of your Outlook and if these articles are work in progress, you can choose to save
them in your draft folder for later use and editing. By clicking ‘Go to Draft folder’ from the Personal KB toolbar in Outlook, you can
navigate quickly to your draft KB folder from your Outlook in a single click, without searching for it in the hierarchies of folders.

Send f Receive Folder View Q' Tell me what you want to

Y L ot
O
e LT e
Tearmn My Mew  Raise KB Enter KB
Settings... = Options.. = Empty KB In..~ Mumberto Edit | Folder ith a KB o

Team Knowledgebase 5P (2.1.21.404)

This draft folder ‘Personal KB’ resides as a subfolder under the main Outlook ‘Drafts’ folder of your primary mailbox. Any KB articles
which you had saved as draft will appear here. To edit or publish one, open it and using the KB form, you can further make changes
to the KB article and when it is finished, you can publish it finally to the chosen SharePoint list.

Send f Receive Folder View Help G Tell me what you want to do

@ De @ B P & @,

My Mew  Raise KB Enter KE Go to Draft Open SharePoint  Reply Help MNew  MNew

Settings...™ EmptyKB In..~ Numberto Edit Folder Lists withakB = - Email ltems~ o Junk~
Personal Knowledgebase 5P [1.1.21.405) Mew
b = 1inbox! 337 < All Unread
4 [z Drafts [1] 1| [ )@ | SUBJECT
HElpdEk 4 Date: Today
l-' o+ i
lssue Tracker KB .‘-.- How to Build a Global Company
‘_4" 1 How to Handle a Failed Crowdfunding Campaign
1 -
B R UPE N TE 5 -'.*" “1 Problem with my email client!
Personal KB ~ »*" #

iPod Charging lssue

}‘;:’\shihl MyTeam
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11. Open KB SharePoint lists in web browser

You have chosen and configured few or many KB SharePoint Lists where KB articles are stored. And if these SharePoint lists are
configured with adequate permission levels to view the contents (at the very least), you can navigate quickly to any of these chosen
KB SharePoint list in web browser from your Outlook in a single click, without typing in the URL in your web browser and clicking
hierarchies of subsites.

Send f Receive Falder View Help D Tell me what you want to do
K L E Ij r-ll Ig
T Lam G BIBL QB
81| :’ (=] & x cl
My Mew  Raise KB Enter KB Goto Draft Open SharePoint  Reply Help Mew  MNew
Settings..~ Empty KB In..~ Mumberto Edit  Folder Lists = with a KB = Email ltems - &;Ju
Personal Knuwledgebaseff-ﬁ."l [ SalesKB (https://assistmyteam2.sharepoint.com)
*
3 All Unread et M0 Services KB (https://assistryteam. sharepoint.com)
V5| )@ |suBJECT M Support KB (hitps://assistmyteamn.sharepoint.com)

Office 365 ‘ SharePoint

BROWSE ITEMS LIST

> Home Test Licenses & EDIT LINKS Sear
Home (® new item
MNotebook All Issues  Active Issues My lssues  ses Find an item 0
Documents
v D Title Created By

Recent

Licensing KB I Category : Cars (3)

Sales KB

4 Category : Colors (4)

Procurements KB

Support KB 4 ProblemType : Blue (4)

Services KB v 4 How to Handle a Failed Crowdfunding Campaign % Bahrur Rahman
Pages 5 How to Handle a Failed Crowdfunding Campaign % Bahrur Rahman
s 6  MNew Download: Email to PDF for Outlook # Bahrur Rahman
Recycle Bin I Mew Download: Issue Tracker for Qutlook & Bahrur Rahman

SharePoint (Team Edition) %
& EDIT LINKES

4 Category : Hardware (1)

4 ProblemType : iPod (1)

8 iPod Charging lssue 2 Bahrur Rahman

Page3 6
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12. Uninstalling Personal Knowledgebase add-in

To uninstall the Personal Knowledgebase Add-in tool from your computer, follow the steps outlined below:

Step 1: Go to ‘Control Panel > Programs and Features’. Scroll down to select ‘Personal Knowledgebase’ (x86 or x64) and click

‘Uninstall’ as illustrated below:

Ei Programs and Features

Controel Panel Home .
Uninstall or change a program

View installed updates

® Turn Windows features on or
off Organize *+  Uninstall  Change  Repair

s

Mame aF

|ﬂ SQL Sesfer Browser for SQL Server 2012

“— v Ei » Control Panel » All Control Panel lterns * Programs and Features

Te uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

Publisher

Microsoft Corporation

r! Team KnowledgeBase Admin (x86)

AssisthyTeamn |

ETeamUiewerS

[z Visual Studio 2010 Prerequisites - English
(8] Visual Studic 2012 x64 Redistributables
[5=] Visual Studio 2012 %86 Redistributables

TeamViewer

Microsoft Corporation

AVG Technologies

AVG Technologies CZ, s.r.o.

[3‘ Programs and Features

Control Panel Home .
Uninstall or change a program

View installed updates

G Turn Windows features on or
off

;‘ -
-
|ﬂ SaL Server Browser for SOL Server 2012

Mame

“— v Ei » Control Panel » All Control Panel lterns * Programs and Features

Organize +  Uninstall Change  Repair

To uninstall a program, select it from the list and then click Uninstall, Change, or Repair.

Publisher

Microsoft Corporation

AssistMyTeam |

TearmViewer &
[ Visual Studio 2010 Prerequisites - English

% Team K'rmwledgeﬁase User (x86)

Step 2: A dialog confirmation follows asking for confirmation. Click Yes.

Programs and Features

I Are you sure you want to uninstall Team KnowledgeBase User (x86)7

L1 Inthe future, do not show me this dialog box m Mo

TeamViewer

Microsoft Corporation

Step 3: The Personal Knowledgebase setup will now start the un-installation process. Make sure that Microsoft Outlook is not

running (even under the task manager).

;‘;:’\shihl MyTeam
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13. Important links

Personal Knowledgebase for Outlook and SharePoint - Homepage

Go to the official website of Personal Knowledgebase for Outlook and SharePoint.

Video Tutorial clips

Watch video tutorials that teach you how to install, configure and work with Personal Knowledgebase.

Purchase License

Purchase a personal license for Personal Knowledgebase for Outlook and SharePoint.

Support Maintenance contract

At AssistMyTeam, we're committed to give you the best support for all the products that we offer and more!
The AssistMyteam Support Contract helps you use our products more efficiently and work out any issues that
you encounter during the course of their use.

Submit an online support ticket
Use this web form to create a ticket with AssistMyTeam Technical Support.

oy, .
‘ AssistMyleam
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